COUNTY OF ALBEMARLE
OFFICE OF THE CLERK TO THE BOARD OF SUPERVISORS
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Bernard J. Logan, Clerk ﬁ 3
c/o Document Control Center UV &g
State Corporation Commission w 91:__.';‘
Tyler Building, First Floor ' : w =M
1300 East Main Street \ -«
Richmond, VA 23219 ’ '

Re: Joint Petition of Lumen Technologies, Inc., Embarq Corporation, Central Telephone
Company, United Telephone Southeast LLC d/b/a CenturyLink, Central Telephone Company of
Virginia d/b/a CenturyLink, Centurytel Broadband Services, LLC and Connect Holding, LLC,
For approval of the transfer of control of United Telephone Southeast LLC d/b/a CenturyLink
and Central Telephone Company of Vit gima d/b/a CenturyLmk to Connect Holding, LLC,

Case No. PUR-2021-00246

Dear Mr. Logan,

On behalf of the Albemarle County Board of Supervisors, please find enclosed for filing its
Public Comment in the above referenced case.

Thank you for your assistance.

Sincerely,

oard0f Supervisors

Clerk, Albemarle County B

401 MCINTIRE ROAD - CHARLOTTESVILLE - VIRGINIA 22902-4596
PHONE 434-296-5843 - clerks@albeinatle.org
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Beatrice (Bea) LaPisto-Kirtley COUNTY OF ALBEMARLE - Diantha H. McKeel
Rivanna Office of Board of Supervisors Jack Jouete
401 Mclntire Road
Donna P. Price Charlottesville, Virginia 22902-4596 Jim H. Andrews
Scottsville (434) 296-5843 _ Samuel Miller
Ann H. Mallek ’ ' Ned L. Gallaway

White Hall Rio
February 10, 2022

State Corporation Commission
Tyler Building, First Floor
1300 East Main Street
Richmond, VA 23219

Re: Joint Petition of Lumen Technologies, Inc., Embarg Corporation, Central Telephone
Company, United Telephone Southeast LLC d/b/a CenturyLink, Central Telephone Company
of Virginia d/b/a CenturyLink, Centurytel Broadband Services, LLC and Connect Holding,
LLC, for Approval of the Transfer of Control of United Telephone Southeast LLC d/b/a
CenturyLink and Central Telephone Company of Virginia d/b/a CenturyLink to Connect
Holding, LLC Case No. PUR-2021-00246

Honorable Commissioners,

The Albemarle County Board of Supervisors unanimously voted to support this letter to be sepnt
on behalf of the residents of Albemarle County, Virginia to provide comment in the above
referenced proceedings.

As part of our duty to ensure the well-being ‘and quality of Iifé for all community members,
Albemarle County must do what it can to ensure all residents have reliable access to 911 services,
and we must advocate when public utilities fail to provide promised and critical services.

For years, residents receiving Incumbent Local Exchange Carrier (ILEC) services provided by
Lumen Technologies have suffered frequent service outages and a lack of customer service.
While the transfer of these assets provides an opportunity for Connect Holding to demonstrate a
commitment to maintaining these assets at a higher service level than Lumen Technologies has,
we would ask that approval of that transfer include the following conditions:

1. Commit to resolve outstanding service issues prior to and after the transfer
2. Assess the costs of necessary repairs throughout Lumen's-ILEC assets in Virginia
3. Increase oversight and reporting regarding restoration of service times
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4. Commit to not retire these assets, so long as residents desire copper telephony as a
means to access 911 , '

5. Provide credit to residents charged for services during any unreasonably prolonged
outage

Attached, please find over 100 public comments received by the Board of Supervisors in advance
of a January 12, 2022 work session regarding Lumen's service performance. Lumen

representatives were present for that meeting and made a commitment to respond to our

concerns in writing. As of today, we have yet to receive that response.

Many of our most vulnerable communities live in the rural areas of our county, where topography
and distance often preclude cellular coverage. For these residents, this copper-plant is a vital
lifeline for accessing 911 service, particularly during and after severe weather events. We would
ask the SCC to consider our requests as it deliberates on this transfer.

Sincerely,

o, Jole

Donna Price
Chair, Albemarle County Board of Supervisors

DP/ckb

Cc: .

Albemarle County Board of Supervisors
Jeffrey B. Richardson, County Executive
Greg Kamptner, County Attorney




From: Patricia Jarvis

To: Board of Supervisors members
Subject: About century link

Date: Tuesday, January 11, 2022 11:15:59 PM

CAUTION: This message originated outside the County of Albemarle email system. DO,
NOT CLICK on links or open attachments unless you are sure the content is safe.

I had some real bad issues with century they are scheduled to come out and 1 have say home 2
to 3 days and No one shows up. Or when they do they stink of cigarettes smoke and seems like
they half ass fix the problem and. Sitting on the yard I guess signing off the ticket I have went
out and told them they the phone isn't still working and was told they can't do anything eles
abou it that day they have to come back out because their day was over because they don't get
over time so they again do a half ads job quickly as they can. They are very rude [ have
considered to change my service if something does not change

They suck

Sent from the all new AOL app for Android
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From: Jason Colburn
To: Board of Supervisors members ("'3
Subject: Albemarle CenturyLink Dissatisfaction et
Date: Tuesday, January 11, 2022 8:30:32 PM rh

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or
open attachments unless you are sure the content is safe.

Hello,

1 recently saw on Facebook that there was a working session with CenturyLink to discuss issues regarding service. 1
have now lived in Crozet for 3 years now and have had CenturyLink service for all 3 years (previously lived in
Charlottesville and had xfinity).

Since my move to Crozet, | have been more than disappointed with CenturyLink. From the start they made me wait
2 months to set up DSL internet at my house which was a new build. When they arrived, they ran a temporary line
from the road to my house (above the ground) in about 15 minutes and then said they would be back in a few weeks
to bury it. Why did it take two months to get them to lay a temporary line?! [ should have known this would be the
start of a frustrating relationship.

1 am also confused as to why we still do not have high speed internet down Half Mile Branch Road in Crozet. King
Family vineyard is on the road and old trail is very close. At the rate Crozet is expanding, the internet services
offered are lagging behind. The slow speeds for those living just outside the larger developments is infuriating,
especially with many working from home.

The DSL service is constantly going out for multiple days to weeks at a time. My family has a joke about visiting
because often when visitors come the internet is down. After storms it is almost a guarantee that the internet will be
down. The latest winter storms are a perfect example. 1 went 3 days without power and when the power was
restored, the internet was not. I STILL DO NOT HAVE INTERNET although all my neighbors do. When I reached
out to CenturyLink on 06-Jan they said a technician needs to come look at the line. | work from home and rieed the
internet to do my job as does my wife. CenturyLink could not schedule a technician to arrive until 20-Jan. Two
weeks without service.....and each representative | talk to does not seem to truly care or understand how long this
wait is. All they care about is that I will not pay for the 2 weeks of no service which is about 12 dollars off my
monthly bill. There is no care for not being able to perform my job.

I do hope you share these comments with CenturyLink as they truly are the worst service I have ever had. 1 would
not recommend them to anyone and am strongly considering satellite internet as an alternative until xfinity or high
speed internet becomes available at my address. Please reach out with any questions as I have a passion for talking
about how bad CenturyLink is.

Thanks,
Jason Colburn

Sent from my iPhone




From: Gary Edenfield

To: Board of Supervisors members

Subject: BOS"s meeting Jan. 12th w/ CenturyLink & Lumen
Date: Monday, January 10, 2022 1:50:42 PM

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or
open attachments unless you are sure the content is safe.

My feedback in preparation of this meeting.

CenturyLink is notorious for terrible & ineffective customer service.

My personal experience with this are many, as are my neighbors,
including open service tickets being closed inappropriately/incorrectly
before service is actually performed, inability to contact CenturyLink
customer service or once connected the service person only has the most
rudimentary trouble shooting skills (not to mention English language
skills) and once they've exhausted their brief list of possible fixes,
opening a ticket is only recourse (which can lead to early closing, as
mentioned).

The most recent, disappointing experience with CenturyLink occurred at
the start of the Jan. 3rd 2022 snowstorm that hit Albemarle county when
phone & internet service became unavailable that day.

In 2018, my neighborhood, Hickory Ridge, after many years of inadequate
internet service (via CenturyLink's aDSL) and failing to convince
CenturyLink to improve their service, raised enough money to participate
in an Aid to Construction Project with CenturyLink partially funding the
extension of a fiber optic line down Buck Mtn. Rd. to the front of our
neighborhood and the installation of a new switch (DSLAM) to serve our
neighborhood.

In normal circumstances, this new switch is supplied with power by
Central Va. Electric Co-op, but is supposed to have a battery back up
system to be used during a power loss to keep the phone & internet
service running for up to a few days. However, this backup system has
never worked during a power outage even after registering complaints
multiple times with CenturyLink. This was again the case on Jan. 3rd as
the phone service stopped as soon as the power went out. It was not
restored until 4 days later at the same moment the power returned.

While the landline and related internet service is apparently not a

large cash generating business for CenturyLink, I believe they have a
responsibility to their customers and the communities they do business
in to properly maintain their infrastructure so as to provide this

essential service and | request that the county government work with the
state of Virginia to more tightly regulate the CenturyLink monopoly to
ensure adequate and proper service.

Thank you.

Gary Edenfield

Hickory Ridge, Earlysville, Va.
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I
From: Tom campaign i)
To: Board of Supervisors members &)
Subject: C-link =
Date: Wednesday, January 12, 2022 8:12:46 AM 4
=

CAUTION: This message originated outside the County of Albemarle email system. DO
NOT CLICK on links or open attachments unless you are sure the content is safe.

My phone was out 5 times from September to November. 1 time a contractor had not wired
the line properly while moving the pedestals and the end of his driveway. The most recent
outage (4days) was probably because of the weather. But I wonder...over the years ia have
noticed trees laying on phone lines and vines all over them ( like on 601 and earlysville road
just past the rock store... whats up with that ?

My neighbors phone was out for 3 months. He never called it in and then he cancelled his
service

1 have spoken with Ann Mallek and Derek Kelly (of Lumens) in an attempt to get a earlier
repair date. Many times the repair date was 7 days out

I have a disability and Derek had a form sent to me so 1 could apply for expedited repair. I sent
it in and have not heard back form them yet..

I would think everyone needs to call 911. I contacted the SCC (at the prompting of my
physical therapist) and they said no outage should las more than a day or two and to call them
if [ received a unacceptable repair day. ( Ann may remember this)

My phone was also out several times of last summer. And as most of my neighbors know
when it rains the phones get noise on the line

Sometimes so bad you can’t make a call. This has been going on for years.

[ am looking forward to hearing what C-link is going to propose with its new subsidiary.
From what | understand our old copper lines have needed replacing for years.

Thank you for arranging this meeting

LMK if I can help

Tom campaign 434 973 9055
ticreekroad

Choose to be safer online.
Opt-in to Cyber Safety with NortonLifeLock.
Plans starting as low as $6.95 per month.*

NetZero.com/NortonLifel ock




From: Edward Brooks

To: Jason Inofuentes

Subject: Century Link Presentation

Date: Tuesday, January 11, 2022 8:03:57 AM
HI Jason,

| saw that the Board of Supervisors meeting on Wednesday was 1:00 — 9:00pm. What time do you
think the Century Link discussion will occur? | have a community member who is without service
right now. She has been coming to the Yancey Parking Lot to connect. Century Link told her that it

would be January 28" before they could address her problems. She is incensed.

Thanks,

Ed

LB TREECOTE




From: Engelhard, Carolyn (cle6z)

To: Board of Supervisors members
Subject: Century Link Service Feedback

Date: Tuesday, January 11, 2022 7:08:52 AM

CAUTION: This message originated outside the County of Albemarle email sysiem. DO
NOT CLICK on links or open attachments unless you are sure the content is safe. ,

Dear AC BOS:

Thank you for soliciting feedback about Century Link’s service problems/issues. Here is my
story, which no doubt echoes other residents’” woes.

| recently moved from Charlottesville City (Belmont area) to the urban edge of Albemarle
County, off Avon Street Extended, to a new townhome development designated a “Century
Link ON” community. There are no other internet service providers available in the
development (yet). The homes are wired with a Century Link router/modem and theoretically
one moves in and invokes the Century Link ON feature and gets internet. This was not the
case with me. After setting up an account, multiple attempts to access internet, and hours on
the phone with Century Link repair — including talking to a supervising manager -- | still have
no internet connection. Century Link admits that there must be a hardware problem with my
equipment as it was installed by them during construction but could not promise a service call
to my home to check out said equipment for weeks. | feel doubly duped: first by my
developer who promised instant internet and secondly by Century Link whose monopolization
of this utility leaves me no recourse. As a professor at UVA who relies on internet to teach via
Zoom, [ am beyond frustrated.

Thank you for any intervention to alleviate these problems in our county,
Carolyn Long Engethard

Carolyn Long Engelhard, MPA

Associate Professor

Health Policy Analyst

Department of Public Health Sciences
University of Virginia School of Medicine
Box 800717

Charlottesville, VA 22908-0717

htto:// clinical/ ohs/
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()
From: Jack Wheeler %)
To: Board of Supervisors members &
ce: Gail Robinson; Amber Ellis; Erin Root =
Subject: Century Link / Lumen Customer Service o8y
Date: Friday, January 14, 2022 1:39:50 PM ]

CAUTION: This message originated outside the County of Albemarle email systém. DO
NOT CLICK on links or open attachments unless you are sure the content is safe.

Hello Albemarle Board of Supervisors - We noticed that your January 12th meeting include
problems with Century Link service. We would like to include the following as we have been our of

service at our Scottsville office since December 22™.  See the following details below including the
repair ticket # Ticket 9938854

Thanks —
Jack Wheeler, for James River Association

James River Association
531 valley St.
Scottsville, VA 24590

From: Jack Wheeler
Sent: Thursday, January 13, 2022 5:31 PM

To: Gail Robinson <grobinson@thejamesriver.org>; Anne Marie Roberts <amroberts@jrava.org>
Cc: Erin Root <erinintrevado@gmail.com>; Joseph Shelton <jshelton@thejamesriver.org>; Amber
Ellis <aellis@thejamesriver.org>

Subject: RE: [EXTERNAL] Scottsville Internet

| just got off the phone with Century Link Repair regarding Ticket 9938854. I'm told ( I'm not
making this up) that CL cannot show until January 26th,
| explained everything and asked this to be escalated. The repair person did while | waited and was

then told - “Ng, all we can offer is January 26,

| then called into Century Link Customer Care and checked the order (#1610703917) is complete for
CenturyLink Telephone Number, 434-212-8185. This order was necessary in order to eliminate a
telephone number and it’s associated costs. | checked on this completed order to make sure that
something about the order was not interfering with your internet service. | was told that the order

completed on December 22M everything looked good... service should work.

Therefore, it seems we still need to get a CL technician to Scottsville. | think calling into a repair will
get the same answer. Tomorrow I'll contacting a completely different department of Century Link
and ask if there’s any other means of escalation. The department of “I’'m mad as hell and I’'m not
going to take it any longer.” Because there’s seems to be no accountability.

I'll let you know.....




Jack

LB TLBEELBRTT

From: Gail Robinson <grobinson@thejamesriver.org>

Sent: Thursday, January 13, 2022 4:12 PM

To: Anne Marie Roberts <amroberts@jrava.org>

Cc: Erin Root <grinintrevado@gmail.com>; Jack Wheeler <jwheeler@eastcoastcom.com>; Joseph

Shelton <jshelton@thejamesriver.org>; Amber Ellis <aellis@thejamesriver.org>
Subject: Re: [EXTERNAL] Scottsville Internet

Beyond disappointing. Completely inexcusable on Cl's part.

| called a provider called Seiontic who gives us internet (only since fairly recently) in Lynchburg. They
don't have a tower that would serve the Scottsville site at present, unfortunately.

GAIL RICHMOND ROBINSON, CPA

VICE PRESIDENT OF FINANCE & OPERATIONS
10 804.788.8811 EXT 102

E GROBINSON@THEJAMESRIVER.ORG
JAMES RIVER ASSOCIATION
211 ROCKETTS WAY SUITE 200 | RICHMOND VA 23231

W IHEJAMESRIVER.ORG

On Thu, Jan 13, 2022 at 4:03 PM Anne Marie Roberts <amroberts@jrava,org> wrote:

Thanks for letting us know....You saved me a trip to Scottsville tomorrow to find this out.

This is so disappointing,
Anne Marie

On Thu, Jan 13, 2022 at 3:49 PM Erin Root <erinintrevado@gmail.com> wrote:

| Internet is still out.
Erin

On Tue, Jan 11, 2022 at 11:41 AM Anne Marie Roberts <amroberts@jrava.org> wrote:

; It's also stressful on other fronts, because ['ve also had to reschedule my oil change/state

{ inspection for the JRA Jeep twice, due to the whole mess with CL. | take the Jeep to a shop in
Scottsville. | agree that CL needs to refund JRA/Take Root for all of this! Hope they do. -Anne
Marie

|
! On Tue, Jan 11, 2022 at 11:38 AM Anne Marie Roberts <amroberts@jrava.org> wrote:




Thanks for letting me know! | will make other arrangements for tomorrow. -Anne Marie

On Tue, Jan 11, 2022 at 11:36 AM Jack Wheeler <jwheeler@eastcoastcom.com> wrote:

Anne Marie - | say that only because CL Repair has an appointment to be at your Valley
St office tomorrow morning. So best case would be fixed by noon but it’s also very
possible that CL did something wrong with their change order and that may take longer,
like the rest of the day to remedy. If it's important then | sorry to say that | would not
count on CL for tomorrow.

Jack

From: Anne Marie Roberts <amroberts@jrava.org>
Sent: Tuesday, January 11, 2022 11:08 AM

To: Jack Wheeler <jwheeler@eastcoastcom.com>

Cc: Gail Robinson <grobinson@thejamesriver.org>; Joseph Shelton
<jshelton@thejamesriver.org>; Amber Ellis <aellis@thejamesriver,org>; Erin Root
<erinintrevado@gmail.com>

Subject: Re: [EXTERNAL] Scottsville Internet

Hi Jack,
Do you think we will have internet at the Scottsville office tomorrow 1/12?

If you are unsure that's fine....just need to make other arrangements for an important
virtual meeting tomorrow.

Thanks,
Anne Marie

On Tue, Jan 11, 2022 at 10:45 AM Jack Wheeler <jwheeler@eastcoastcom.com> wrote:

Gail - Regarding “continuing work”, you're always welcome. I’'m sorry you're having
to experience such poor service from Century Link.
Yes, once this is done I'll go to CL for a service credit for two outages. The one early

December and the current one that | think started December 215 and is ongoing ...
will hopefully be settled tomorrow.

Regards to all —

Jack Wheeler

Cloud Connection, LLC
804.690.6650

From: Gail Robinson <grobinson@thejamesriver.org>

VAL
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Sent: Sunday, January 9, 2022 1:24 PM

To: Jack Wheeler <jwheeler@eastcoastcom,.com>

Cc: Anne Marie Roberts <amroberts@jrava.org>; Joseph Shelton
<jshelton@thejamesriver.org>; Amber Ellis <aellis@thejamesriver.org>; Erin Root
<grinintrevado@gmail.com>

Subject: Re: [EXTERNAL] Scottsville Internet

Thank you for continuing to work on this, Jack. | am sorry you have had to waste
time dealing with this, but am more sorry that this has been so awful for Erin.

Once it is back on Jack do you want to talk to CL billing or should |, to tell them how
outrageous this has been and that they were never, ever to have turned it off to
begin with.

We want serious restitution for this. | so wish we could leave them. It is just so
wrong.

Let us know when it is back on. Completely unacceptable and | do alopoigze again to
all of you for their ergregoous incompetence.

GAIL RICHMOND ROBINSON, CPA

VICE PRESIDENT OF FINANCE & OPERATIONS
E GROBINSON@THEJAMESRIVER,ORG | O 804.788.8811 EXT 102

JAMES RIVER ASSOCIATION
211 ROCKETTS WAY SUITE 200 | RICHMOND VA 23231

W THEJAMESRIVER.ORG

On Sat, Jan 8, 2022 at 5:41 PM Jack Wheeler <jwheeler@eastcoastcom.com> wrote:
This from Century Link. ( CL s terrible )

Hi James, this is Centurylink. We apologize for the inconvenience. Your technician
is scheduled to arrive on Wednesday 01/26 between 08:00 AM - 05:00 PM. Ticket
9938854.

Get Qutlook for {QS

From: Jack Wheeler

Sent: Saturday, January 8, 2022 3:47:22 PM

To: Anne Marie Roberts <amroberts@jrava.org>; Gail Robinson
<grobinson@thejamesriver.org>

Cc: Joseph Shelton <jshelton@thejamesriver.org>; Amber Elilis

<aellis@thejamesriver.org>; Erin Root <erinintrevado@gmail.com>
Subject: RE: [EXTERNAL] Scottsville Internet




Thanks for the detail you provided below. 1 just got off the phone with repair
at Century Link. Heard lots of “weather supper storm” excuses. We have a
Repair # 9938854 to send CL repair to your Scottsville address on Monday. |
gave them Erin’s mobile number to contact on Monday ... they “should” call
prior to arrival.

Jack Wheeler
Cloud Connection, LLC

804.690.6650

From: Anne Marie Roberts <amroberts@jrava.org>
Sent: Saturday, January 8, 2022 11:48 AM

To: Gail Robinson <grobinson@thejamesriver.org>
Cc: Jack Wheeler <jwheeler@eastcoastcom.com>; Joseph Shelton
<jshelton@thejamesriver.org>; Amber Ellis <aellis@thejamesriver.org>; Erin

Root <erinintrevado@gmail.com>
Subject: [EXTERNAL] Scottsville Internet

Just an update that the internet at the Scottsville doesn't appear to be working
here today (Sat). DSL 2 and internet light blinking red.

Just want to keep everyone up to date with the amount of time it's not working
to hopefully get money back from century link!

- Anne Marie

Disclaimer
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The information contained in this communication from the sender is confidential. It is
intended solely for use by the recipient and others authorized to receive it. If you are not
the recipient, you are hereby notified that any disclosure, copying, distribution or taking
action in relation of the contents of this information is strictly prohibited and may be
unlawful.

This email has been scanned for viruses and malware, and may have been automatically
archived by Mimecast, a leader in email security and cyber resilience. Mimecast integrates
email defenses with brand protection, security awareness training, web security,
compliance and other essential capabilities. Mimecast helps protect large and small
organizations from malicious activity, human error and technology failure; and to lead the
movement toward building a more resilient world. To find out more, visit our website.

Disclaimer

The information contained in this communication from the sender is confidential. It is
intended solely for use by the recipient and others authoerized to receive it. If you are not the
recipient, you are hereby notified that any disclosure, copying, distribution or taking action
in relation of the contents of this information is strictly prohibited and may be unlawful.

This emall has been scanned for viruses and malware, and may have been automatically
archived by Mimecast, a leader in email security and cyber resilience. Mimecast integrates
email defenses with brand protection, security awareness training, web security, compliance
and other essential capabilities. Mimecast helps protect large and small organizations from
malicious activity, human error and technology failure; and to lead the movement toward
building a more resilient world. To find out more, visit our website.

ANNE MARIE ROBERTS
SENIOR RESTORATION FIELD MANAGER

E AMROBERTS@THEJAMESRIVER.ORG | O 434.286.7000 | C 434.946.7950
JAMES RIVER ASSOCIATION
531 VALLEY STREET SCOTTSVILLE, VA 24590

w THEJAMESRIVER.ORG

Disclaimer

The information contained in this communication from the sender is confidential. It is intended
solely for use by the recipient and others authorized to receive it. If you are not the recipient,
you are hereby notified that any disclosure, copying, distribution or taking action in relation of
the contents of this information is strictly prohibited and may be unlawful.

This email has been scanned for viruses and malware, and may have been automatically
archived by Mimecast, a leader in email security and cyber resilience. Mimecast integrates
email defenses with brand protection, security awareness training, web security, compliance
and other essential capabilities. Mimecast helps protect large and small organizations from
malicious activity, human error and technology failure; and to lead the movement toward
building a more resilient world. To find out more, visit our website.

ANNE MARIE ROBERTS
SENIOR RESTORATION FIELD MANAGER
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£ AMROBERTS@THEJAMESRIVER.ORG | O 434.286.7000 | C 434.946.7950
i JAMES RIVER ASSOCIATION
i 531 VALLEY STREET SCOTTSVILLE, VA 24590

; WIHEJAMESRIVER.ORG
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ANNE MARIE ROBERTS

SENIOR RESTORATION FIELD MANAGER

E AMROBERTS@THEJAMESRIVER.ORG | O 434.286.7000 | C 434.946.7950
JAMES RIVER ASSOCIATION

531 VALLEY STREET SCOTTSVILLE, VA 24590

' w THEJAMESRIVER.ORG

Erin Intrevado Root
WHIL Innovations Post-doctoral Fellow 2014
Master of Landscape Architecture 2013

Master of Architecture 2011
University of Virginia

ANNE MARIE ROBERTS

SENIOR RESTORATION FIELD MANAGER

E AMROBERTS@THEJAMESRIVER.QRG | © 434.286.7000 | C 434.946.7950
JAMES RIVER ASSOCIATION

531 VALLEY STREET SCOTTSVILLE, VA 24590

w THEJAMESRIVER.ORG

Disclaimer

The information contained in this communication from the sender is confidential. It Is intended solely for use
by the recipient and others authorized to receive it. If you are not the recipient, you are hereby notified that
any disclosure, copying, distribution or taking action in relation of the contents of this information is strictly
prohibited and may be unlawful.

This email has been scanned for viruses and maiware, and may have been automatically archived by
Mimecast, a leader in email security and cyber resilience. Mimecast integrates email defenses with brand
protection, security awareness training, web security, compliance and other essential capabilities. Mimecast
helps protect large and small organizations from malicious activity, human error and technology failure; and
to lead the movement toward building a more resilient world. To find out more, visit our website.




From: Carol Rullman

To: Board of Supervisors members
Subject: Century Link feedback

Date: Monday, January 10, 2022 3:31:26 PM

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or
open attachments unless you are sure the content is safe.

To the Board of Supervisors,

It has been brought to my attention that representatives from Century Link will be attending your meeting on
January 12th. I'd like for our voices to be heard as our neighborhood struggles to receive the attention needed to
help us with service.

We live in the Mallard Lake community in Earlysville. Our cell service isn’t good at all so we rely on landline for
communication. I’ve had several techs service our line in recent years and am told the lines are old and need to be
replaced throughout the neighborhood. Knowing this, we have become use to scratchy interference and difficulty

hearing those we speak with by phone as nothing can aid our problem til improvements take place. We have very

spotty internet connection as well.

Our neighbor who is helping us to seek improvements has told us we’ll be updated in the future - looking at 2024. [f
there is any chance we can have our lines improved sooner, | submit this plea for help.

Thank you,

Carol Rullman
405 Mallard Lake Dr
Earlysville

G AA

©TABE

s I

Y|



From: Gibson, Mary E (mea2e)

To: Board of Supervisors members
Subject: Century Link fiber and phone

Date: Monday, January 10, 2022 2:50:46 PM

CAUTION: This message originated outside the County of Albemarle email system. DO
NOT CLICK on links or open attachments unless you are sure the content is safe.

Hello

I would like to share some information about our service through Century Link. We have had numerous
outages (too many to count) and gaps in service which affect our phone and internet (and those in our
neighborhood). I've missed meetings or been dropped from them due to these gaps. On Christmas day
our phone and internet were out all day, to gibe you a recent example.. We have called and requested
service at least 4-5 times in the past 6-8 mo. and the service men who come out to examine this have
told us that the problem is central and not with our line, though nothing has been really fixed! We have
had fiber source since we moved to North Garden (8 yrs ago) and we were mistakenly (by CL) connected
to a copper source not using the fiber that came into our house. This was corrected (?) in the past year
or two, but the outages and concerns are never fully addressed.

I would not recommend Century Link to any new customers in our area = we expect to change to Firefly

this year.

Mary E. Gibson,
420 Quartz Hill Lane
North Garden
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From: Sally Thomas k3
To: Board of Supervisors members
Subject: Century Link hearing =
Date: Monday, January 10, 2022 2:17:37 PM @J
]

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or
open attachments unless you are sure the content is safe.

Dear Board,

My comments do not rise to the level of needing special attention. If you are simply wondering how wide-spread
the recent storm’s outage was for CenturyLink subscribers, I will tell you that University Village at 500 Crestwood
Drive (off Old Ivy Road) had no wifi for days longer than other wifi subscriptions. 1’'m glad you will be discussing
the service. (no reply necessary)

Sally Thomas

500 Crestwood Drive Unit 1408

Charlottesville VA 22903

434295 1819
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From: Jesslah Mansfield >
To: Board of Supervisors members &)
Subject: Century Link issues for meeting =
Date: Tuesday, January 11, 2022 10:10:21 PM &
]

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or
open attachments unless you are sure the content is safe.

Hello,

1 want to briefly share my centurylink experience.

When we moved to Free Union we were promised a certain speed and paid monthly as such. We have never had
anything close to high speed internet. We have constantly had to call about internet and home phone issues.

My son could not do remote learning for school because the internet was so bad. We had to instead go to parking
lots or he had to stay with his dad in Nelson county to get internet service.

I am currently a nursing student yet | have to drive to Charlotteville in order to participate in my classes. 1 should be
able to stay at home after work and utilize reliable internet. It is a lot of stress, wear and tear on a vehicle and simply
outrageous that things have not been addressed. There are currently no other accessible options for internet in Free
Union; centurylink has a monopoly and doesn’t seem to care it appears.

Whenever you call for tech support or concerns the call is mysteriously “transferred” to a different department and
then “dropped™.

It is frustrating and I hope centurylink actually address the issues and fixes them.

Thank you.

Sent from my iPhone




From: Mary Smith

To: Board of Supervisors members
Subject: Century Link Issues

Date: Tuesday, January 11, 2022 2:38:08 PM

CAUTION: This message originated outside the County of Albemarle email system. DO
NOT CLICK on links or open attachments unless you are sure the content is safe. -

During the summer (July) storm, my modem died. [ called Century Link at least 8 times about
getting it replaced. 1 was given the runaround and told they would send a replacement and they
didn't. Each time I had to re-tell my story. There was no follow-up on any call or promise they
made. Finally, months later after saying that if | didn't receive it this time | would cancel all
services with them, I received it. They never sent a box/envelope to send the old broken
modem back (they had said they were going to do this on multiple occasions. In the end, they
charged us for the non returned modem. It was the worst customer service I have ever
experienced with any company. As soon as there is another option, we will be transferring.

Mary L. Smith
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From: Helen Gatling-Austin

To: Board of Supervisors members
Subject: Century Link issues

Date: Tuesday, January 11, 2022 12:19:30 PM

‘CAUTION: This message originated outside the County of Albemarle email system. DO
NOT CLICK on links or open attachments unless you are sure the content is safe.

Dear Board of Supervisors,

We have lived in a little hollow in Samuel Miller District for the last 34 years. Because of the
terrain here and weather issues, power and telephone outages are frequent. We have some
strong, mostly negative feelings about Century Link management - but not of the actual
workers who have come to help us over the years. Here are some things we would like to
share.

1) Phone calls to Century Link for repair, are answered by people far from here, who do not
know the terrain, seem to have no record of our previous multiple calls, and often can't help
much.

2) One case in point: Our phone line was knocked to the ground by a storm some years ago.
The local repair people came in and put in a temporary line that then lay on the ground for >3
years after that, possibly longer. (After a while it just seemed normal so we lost track of time.)
There were multiple problems with the line due to being on the ground and the local guys
(always great) told us repeatedly, many many times, that they had routed a request up the
chain for the line to be put back up but nothing happened. We called MANY times each year
to the Century Link repair line, explained the situation, the terrain, the history, and each time
the folks on the phone had no clue, would put in a repair ticket that did not address the
problem in the least. The nice repair guys (sometimes) dutifully came out, shook their heads,
and sent the request up the chain with no response. This went on for YEARS.

3) When finally the phone line had deteriorated past repair, no service, management did send
a team to put the line back up. We are uncertain if they actually completed the job as
instructed, appeared to stop partway down the mountain and not all the way to the terminal?
The local guys confirmed that these contract teams often did a messy job and did not always
complete the assignment, but we can't say for sure what happened. We do know that we had
to repair the driveway by hand due to the damage they inflicted on it - ruined drainage ditches,
etc, they did not clean up after themselves, debris everywehere.. The phone works sort of,
more or less, with frequent internet issues since then.

4) [t used to be that when there was a problem, the usual same 2-3 guys came out. We got to
know them, they knew the area. Last time, complete strangers came out. They were
conscientious but knew NOTHING about the area or our history or where the various boxes
were down the line they needed to check. When I questioned them on this, they said that
management had changed how they do things and no longer assigned teams to certain areas.
As a result, they spent (wasted?) a lot of time driving all over a wide area to respond to calls.
In the end, they tracked down our usual guys by phone to get the lowdown and they did
eventually help - but is this a sensible way to do business?

5) Dominion buried the power line from Route 29 up into these hollows a few years back.
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We asked the people facilitating this if Century Lini would have their lines buried also. We
were given to understand that Dominion had offered this to CL and been turned down. Asa
result, the phone lines for many people in our rural area remain as vulnerable to the weather as
ever at a time when the weather will keep getting worse. Another example of management not
taking the needs of the population into consideration.

Helen and Bruce Gatling-Austin
1956 Locust Hollow Road
434-296-6978




From: acdaimserv@juno.com

To: Board of Supervisors members
Subject: Century Link meeting

Date: Tuesday, January 11, 2022 9:34:19 AM

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or open attachments
unless you are sure the content is safe.

My name is Mark Harris and | live in the Scottsville district. We were so pleased to, finally, have access to high speed internet when
it was offered through CL and signed up immediately. My wife warned me that we had struggled with them and their poor customer
service in years past and had, actually, left them because of this. Long story, short - the day the fiber optic cable was installed, at our
home, 1 happened to come home during the installation. Having experience with burying cable, 1 realized that things were being
done wrong. Using a vibratory plow, the crew was burying the cable about two inches in the ground, not the twelve to forty two
inches that are industry standard ( As stated in the Code of Virginia, section 56-265.26:1). The crew was, also, installing the cable in
the middle of one of the tracks of my gravel driveway, not along the shoulder which would be the standard location. [ documented
these infractions with photographs and notified Century Link and the County of Albemarle. 1 received no feedback and nothing was
done. Last Monday, January third, we had a major snow storm and several trees fell across my driveway. One of the limbs scraped
across my driveway, approximately one and a half inches deep, pulling my fiber optic cable up and breaking it. 1 have an estimated
repair date of JANUARY 20! Poor and illegal installation now leads to us not having the services you paid so dearly to have
installed and that we pay dearly to use. Also, our phone service gocs out for several hours, randomly, about twice a month.

Thank you,

Mark Harris

Choosc to be safer online.
Opt-in to Cyber Safety with NortonLifelock.
Plans starting as low as $6.95 per month.*













